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Abstract 
Past research in emotional labor has mainly focused on its antecedents and 
consequences. Despite the speculation of moderating effects on the processes of 
emotional labor in the literature, the moderating effects of personality dispositions 
and person-environment fit in these processes have not received much attention. The 
present study aimed to examine how these individual differences influence the 
emotional labor processes. Specifically, the moderating roles of two personality 
dispositions, including extraversion and emotional stability, and two 
person-environment fit variables, including person-job fit and person-organization fit, 
in emotional labor processes were examined in a theoretical framework of emotional 
labor. The framework describes the processes of how perceived organizational 
display rules (antecedent) influence the adoption of surface acting and deep acting 
ii 
(emotion regulation strategies); and how these strategies influence the degree of 
burnout and physical health (consequences) of employees. Another characteristic of 
this study was the inclusion of other's ratings to measure the consequences variables 
in order to reduce the effects of common method variance. Results showed that only 
the effect of display rules on deep acting was significantly moderated by emotional 
stability and person-job fit. Other moderations among the relationships in the model 
were not found to be significant. Possible underlying mechanisms of the moderating 
effects, issues with common method variance, and the implications of this study on 
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CHAPTER 1. INTRODUCTION 
Background 
With the rapid development of the service industry and the effects of 
globalization, the emphasis of customer service quality has become prevalent in 
many organizations to increase their competitiveness. Displaying suitable emotions 
towards customers is associated with customers' evaluations of service quality (Pugh, 
2001). In line with the development of the service industry, not surprisingly, the role 
of emotions in the workplace has received growing interest in the literature in recent 
years. These studies have primarily focused on how employees manage their 
emotions in the workplace in order to fulfill the job requirements or improve their 
job performance. 
Being required to display certain emotions during interactions with clients is 
found to be stressful for employees and the management of observable facial and 
bodily display is termed emotional labor (Hochschild, 1983). Both positive and 
negative consequences of emotional labor have been shown in past studies (Pugliesi, 
1999). Therefore, more research effort is needed to identify the factors contributing 
to the diverse consequences. 
Various models have been developed to explain the process of emotional labor, 
however two questions remain unsolved. First, some researchers argued that 
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interaction effects exist among the relationships in the theoretical model of 
emotional labor (e.g., Grandey, 2000); however, whether personality dispositions 
moderate these relationships is still unclear. Second, past research only demonstrated 
the effects of individual and organizational characteristics separately, while the 
potential impact of person-environment fit in the processes of emotional labor still 
waits for empirical support. Therefore, this study aimed to explore the moderating 
effects of personality dispositions and person-environment fit among the processes 
of emotional labor. 
The secondary purpose of this study was to validate the use of self-reported 
measures for the consequences of emotional labor. Most of the past research in 
emotional labor relied solely on self-reported measures. Only a few studies included 
objective behavioral measures for the outcome variables. It is suspected that the 
findings on the consequences of emotional labor were, in part, due to common 
method variance (Campbell & Fiske, 1959). 
Of the very few studies included other's ratings on behavioral outcomes in their 
research designs, results were inconsistent. For instance, in Diefendorff and 
Richard's (2003) study, coworker's ratings of emotional displays on the job were 
predicted by an individual's display rule perceptions. However, Gosserand and 
Dieffendorff (2005) reported that emotional display rule perceptions were not 
Emotional Labor 3 
significantly related to employee's positive affective delivery at work reported by 
supervisor. Besides the associations with display rule perceptions shown in the above 
studies, Grandey (2003) reported that affective delivery ratings by coworkers were 
positively associated with deep acting but negatively associated with surface acting. 
One additional contribution of the current study was to include objective measures of 
the outcome variables in the survey design. Survey responses were collected from 
multiple sources to validate the objectivity of the reported outcomes. 
Overview of Emotional Labor 
Emotional labor was first introduced by a sociologist, Hochschild, in 1983 and 
this construct was defined as "management of feeling to create a publicly observable 
facial and bodily display "(p.7). When employees regulate their emotions and 
display the organization-expected emotions for their roles, they are said to be 
performing emotional labor (Brothereidge & Lee, 2003). Consequently, emotional 
dissonance may occur when the employees display the expected feelings, which are 
different from what they actually feel (Morris & Feldman, 1996). 
According to Hochschild (1983), employees engage in emotional labor by 
regulating their emotions through two strategies, which are surface acting and deep 
acting. Engaging in surface acting does not involve the regulation of their actual 
Emotional Labor 4 
feelings; instead employees fake or suppress their real emotions and display the 
observable emotions in a desired way. On the other hand, deep acting refers to the 
strategy that employees regulate their inner feelings in order to display the expected 
emotions. These two strategies were proposed to have differential antecedents and 
consequences and thus were studied separately (Ashforth & Tomiuk, 2000; cf. 
Brotheridge & Lee, 2003). 
Antecedents of Emotional Labor 
Antecedents of emotional labor include both organizational and individual 
factors. Employees working in the service industry are often expected to display 
positive emotions and hide negative emotions when they interact with customers. 
Organizational display rule is one of the antecedents, which has received the most 
research attention. Organizational display rules refer to the appropriate emotions, 
which the organizations expect their employees to express (Grandey, 2000). It is not 
surprising that the higher the levels of organizational display rules perceived by the 
employees, the higher degrees of emotion regulation strategies (i.e., emotional labor) 
are adopted. Display rules have been found to correlate with both surface acting and 
deep acting (Brotheridge & Lee，2002). These findings support the notion that 
employees regulate their emotions in order to conform to the display rules. However, 
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a quantitative review of emotional labor showed that the strength of associations 
between display rules and emotional labor are only small to moderate ("corr = .32 for 
deep acting and = .26 for surface acting) (Bono & Vey，2005). 
The effects of different job characteristics on emotional labor have been 
proposed in previous studies. For instance, Abraham (1998) proposed that job 
autonomy provides the freedom for individuals to choose if they can violate the 
organizational display rules and express their own genuinely feelings. Therefore, job 
autonomy will reduce emotional dissonance experienced by the employees and this 
argument was empirically supported by their findings. 
On the other hand, several individual characteristics have also been shown as 
the antecedents of emotional labor. Since emotional display requirement was found 
to be the main predictor of emotion regulation among the studies in emotional labor 
research, it is believed that emotion-related personality characteristics may influence 
which and how much of each emotion regulation strategy will be adopted to fulfill 
the requirement. Empirical studies supported that individuals who have high levels 
of positive affectivity reported less surface acting, while individuals who have high 
levels of negative affectivity tended to report more surface acting (Brotheridge & 
Lee, 2003). 
Similar to affectivity, big five personality traits were also found to associate 
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with emotion regulation strategies. Neuroticism is associated positively with surface 
acting, while extraversion, conscientiousness and agreeableness were related to 
surface acting negatively (Diefendorff, Croyle & Gosserand, 2005). Regarding the 
use of deep acting, only agreeableness was positively related to it (Diefendorff et al., 
2005). 
In the present study, we examined how personality characteristics and the 
degree of person-environment fit moderate the main effects of display rules on 
emotion regulation behaviors. Specifically, display rules perception was studied as 
the antecedent of emotion regulation strategies in which higher levels of perceived 
display rules were hypothesized to predict higher degrees of both emotion regulation 
strategies used; while to what extent individuals would conform to display rules and 
engage in emotion regulation strategies was expected to depend on personality 
characteristics and the degree of person-environment fit. 
Hypothesis la: Perceived display rules would have a positive relation with 
surface acting. 
Hypothesis lb: Perceived display rules would have a positive relation with deep 
acting. 
Consequences of Emotional Labor 
The demand to display certain emotions at work has negative consequences on 
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employees' physical and psychological health, as well as job satisfaction (Pugliesi, 
1999). However, research findings suggested that the consequences on employees 
vary depending on the type of emotion regulation strategy. 
Burnout, one of the negative consequences, has received considerable attention 
in the literature. Brotheridge and Lee (2002) showed that emotional labor could have 
positive and negative effects on the three dimensions of burnout, which include 
emotional exhaustion, depersonalization, and decreased personal accomplishment, 
depending on the regulation strategy. In their study, surface acting was positively 
associated with emotional exhaustion and depersonalization, and negatively 
associated with personal accomplishment. On the other hand, a positive relation 
between deep acting and personal accomplishment was found, while no significant 
association was found between deep acting and the other two dimensions. Their 
study suggested that an increased use of surface acting mainly associated with an 
increased level of burnout, while an increased use of deep acting may indeed have a 
positive effect on psychological well-being. 
Similar to other stressors, the requirement to express appropriate emotions at 
work could also exert detrimental effects on employees' physical health. 
Schaubroeck and Jones (2000) found that employees who perceived higher demands 
to display certain emotions reported more physical symptoms. A review on the 
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studies of emotional labor also supported that engagement in emotional labor is 
positively associated with physical complaints reported by the employees (Bono & 
Vey, 2005). 
The consequences of emotional labor on job satisfaction were less consistent in 
previous studies. Some studies showed negative associations between emotional 
labor and job satisfaction (e.g., Pugliesi, 1999). However, other researchers argued 
that individuals working in jobs with high needs for emotional labor reported higher 
level of job satisfaction (Wharton, 1993; 1996). 
The majority of evidence seems to support that engaging in emotional labor is 
associated with poor physical and psychological health outcomes. However, the 
results of past studies which tested main effects assumed that the strength of the 
relationship between emotional labor and its consequences is constant across 
individuals with various characteristics. Hence, the question of whether all 
individuals experience the same degree of negative consequences has not been 
answered yet. Therefore, understanding the strengths of negative effects of emotional 
labor on individuals with various characteristics and finding out what individual 
difference variables will buffer the negative effects is the essential next step to 
advance our current understanding of emotion labor. In this study, burnout and 
physical symptoms were studied as the negative consequences of emotional labor. 
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Based on the previous research findings, it was expected that surface acting would 
be associated with the negative consequences. 
Hypothesis 2: Surface acting would positively relate to the negative outcomes, 
which include emotional exhaustion, depersonalization, decreased personal 
accomplishment and poor health. 
As there was little research evidence showing any negative effects of deep 
acting on health, we did not expect any significant association between deep acting 
and outcomes. However, we would still explore this relation in order to investigate 
any possible moderating effects that might exist. 
Moderators 
Most studies in emotional labor investigated the main effects (zero-order 
relationships) among antecedents, emotion regulation, and consequences. However, 
several researchers (e.g., Grandey, 2000; Bono & Vey, 2005) suggested that some 
variables might also act as moderators to influence the strengths and directions of the 
relations. In other words, the strengths and directions of these relationships may vary 
across different individuals according to their characteristics. 
Past studies in stress suggested that the consequences of stressors depend on 
how individuals perceive and evaluate the situations (Lazarus & Folkman, 1984). 
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Thus, the same job requirement may be perceived as highly stressful for some 
individuals but not for others. More specifically, Grandey (2000) suggested that 
organizational and personal factors would interact with the engagement of emotion 
regulation processes to affect the consequences of emotional labor. For instance, 
Grandey, Fisk, and Steiner (2005) found that the negative effect of engaging in 
emotion regulation on emotional exhaustion was moderated by job autonomy. For 
employees who believed that they had high levels of job autonomy, the association 
between emotion regulation and emotional exhaustion was weaker comparing to 
employees who perceived low levels of job autonomy. 
Ashforth and Humphrey (1993) used social identity theory to explain the 
influence of identity on emotional labor. It is proposed that self-concept consists of 
social identity and personal identity. Social identity refers to the salient social group, 
which an individual affiliates with. Personal identity refers to the characteristics, 
which an individual possesses (Ashforth & Mael, 1989). Ashforth and Humphrey 
(1993) hypothesized that the consistency between emotional labor and social or 
personal identity will enhance an individuals' psychological well-being. When an 
inconsistence occurs, it will result in emotional dissonance. These hypotheses were 
supported by an empirical study conducted by Schaubroeck and Jones (2000). In 
their study, the negative consequences of demands to express certain emotions in 
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predicting physical symptoms were moderated by employees' organizational 
identification and job involvement. The strengths of relations between emotional 
labor and negative outcomes were stronger for employees who were less identified 
with their organizations and less involved in their jobs. 
Although previous studies provided evidence that both organizational and 
individual characteristics influence the level of emotional labor, and a few studies 
have been conducted to examine the buffering effects of several variables on the 
stress-strain relations, the mechanisms and effects of other potential moderators 
remain unclear. Apart from that, the majority of past studies focused on the effects 
on stress-strain relations (i.e., how emotional labor influence the negative outcomes); 
very few studies examined the moderating effects on how the antecedents influence 
the adoption of emotion regulation strategies. As mentioned earlier, the strengths of 
associations found between display rules and emotion regulation at work were only 
small to moderate (Bono & Vey, 2005). Even display rules seems to be the necessary 
conditions for engaging in emotional labor, a stronger relationship between these 
variables was not observed. It is necessary to examine whether some variables would 
moderate the relations such that some employees would regulate their emotions to 
conform to the organizational display rules and display certain emotions at work but 
others not. Hence, the moderating effects on both the antecedents-emotion regulation 
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relations and emotion regulation-consequences relations were examined in the 
present study. 
Moderating Effects on the Display Rule-Emotion Regulation Relations 
Previous research has shown that perceived display rules is positively 
associated with both surface acting and deep acting (e.g., Brotheridge & Lee, 2002). 
In the current study, we would test how the proposed moderators affect the 
relationship between perceived display rules and surface acting and the relationship 
between perceived display rules and deep acting. It was proposed that the strengths 
and directions of these relationships might depend on a few factors. First, the 
willingness of the individuals to comply with the rules may be a determinant factor. 
According to Diefendorff et al. (2005), individual differences may influence whether 
an individual is willing to regulate one's own emotional displays. If individuals 
perceive that the organization have certain expected emotional displays, they may 
choose to conform or violate those rules. Therefore, the display rule-emotion 
regulation relationships would be stronger for those who are willing to comply with 
the rules. For instance, Gosserand and Diefendorff (2005) showed that commitment 
to display rules moderates the display rule perceptions-emotion regulation strategies 
relations. They showed that display rule perceptions were strongly associated with 
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surface acting and deep acting for highly committed employees, but only weak 
associations were found for employees with low commitment. 
The second potential factor is the actual emotions of the employees. It is 
suggested that felt affect may influence the necessity of emotion regulation (Grandey, 
2000). For individuals who are willing to show the appropriate emotions at work, 
they may engage in the emotion regulation strategies only if their original emotions 
conflict with the expected emotional display. However, if their actual emotions are 
consistent with the expected emotions, they do not need to regulate their emotions by 
engaging in either surface acting or deep acting. 
Finally, the strengths of the relations may also be influenced by the type of 
emotion regulation strategies employed by the employees. Employees may use either 
one of the two strategies or use both of them concurrently for emotion regulation. 
Different people may have different tendencies in exhibiting the two regulation 
strategies. Previous studies have focused on how antecedents affect emotion 
regulation strategies used. However, little attention has been diverted to the factors, 
which affect the choice of emotion regulation strategies. 
In the present study, different types of the moderators were proposed to affect 
the display rule-emotion regulation relationships in different ways mentioned above. 
More specifically, the degree of fit between person and environment might be more 
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likely to moderate the relations by affecting the willingness to comply with the rules 
and the emotion-related personalities might be more likely to moderate the relations 
by affecting the need for emotion regulation and the types of strategies engaged to 
fulfill the rules. 
Emotional stability and extraversion. Research has shown that emotion-related 
personality variables are associated with surface acting and deep acting differently. 
For instance, negative affectivity is positively related to surface acting while positive 
affectivity is negatively related to deep acting (Brotheridge & Lee, 2003). However, 
neither positive nor negative affectivity predict deep acting (Brotheridge & Lee, 
2003). 
The moderating roles of extraversion and emotional stability (i.e., the opposite 
pole of neuroticism) were investigated in the present study. Among the big-five 
personality traits, neuroticism and extraversion are emotion-related traits. They are 
correlated with negative affect and positive affect respectively (Watson & Clark, 
1992). Extraversion is associated with the feelings of enthusiastic, active and 
outgoing, while neuroticism is associated with the feelings of anxious, worrying and 
tense. It is proposed that extraversion and neuroticism would impact the display 
rule-emotion regulation path by two mechanisms. 
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First, these emotion-related personality variables would affect the need to 
manage one's emotional displays in order to fulfill the display rules. Individuals who 
are high in extraversion are less likely to engage in surface acting, as they tend to 
feel more positive emotions (Diefendorff et a l , 2005) such that they do not need to 
fake their facial expressions in order to express the positive emotions at work. On 
the contrary, it is more likely for individuals with high levels of iieuroticism to 
engage in emotion regulations to display positive emotions at work, as they tend to 
have negative moods and emotions more often (Diefendorff et al., 2005). However, a 
previous study found that both personality variables did not predict deep acting 
(Diefendorff et al., 2005). Therefore, it was hypothesized that extraversion and 
neuroticism would moderate the display rule-surface acting relation such that the 
relation is stronger for individuals with low levels of emotional stability (or high 
neuroticism) and low levels of extraversion. 
Besides the need for managing emotional displays, extraversion and neuroticism 
may also impact the type of emotion regulation strategies employed. Emotion 
regulation research showed that big-five personality traits are related to the usage of 
different emotion regulation strategies (Kokkonen & Pulkkinen，2001). Extraversion 
has been found to associate positively with the use of repair (Davies et al., 1998)， 
which is a strategy focus on reducing or eliminating the negative emotions (Mayer & 
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Stevens, 1994), and positive reinterpretation (Watson & Hubbard, 1996). On the 
other hand, neuroticism is related to the use of passive and ineffective coping 
mechanisms (Watson & Hubbard，1996) such as avoidance (e.g., Bolger & 
Zuckerman, 1995) and denial (Boland & Cappeliez, 1997). Therefore, personality 
dispositions may also affect the types of emotion regulation strategy adopted to 
fulfill the display rules. 
Grandey (2000) applied the emotion regulation theory proposed by Gross (1998a, 
1998b) to emotional labor. It is suggested that the concept of deep acting is similar to 
two techniques of antecedent-focused emotion regulations, which are attentional 
deployment and cognitive change (Grandey, 2000). Attentional deployment refers to 
the change of one's emotions by thinking about events that elicit the appropriate 
emotions (Gross, 1998b), while cognitive change refers to the change of how one 
perceives the situation (Lazarus, 1991). On the other hand, surface acting is similar 
to the response-focused emotion regulation (Grandey, 2000) in which individuals 
control their responses by manipulating their behaviors only (Gross, 1998b) 
Although there is no direct evidence showing the associations between 
personality and antecedent-focused and response-focused emotion regulation, based 
on the evidence on other emotion regulation studies mentioned above, it was 
expected that personality dispositions would influence the types of regulation 
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strategies used. As extraversion is associated with the use of positive reinterpretation 
(Watson & Hubbard, 1996) and problem-focused coping (Watson & Hubbard，1996), 
it was proposed that individuals with high levels of extraversion would tend to use 
more antecedent-focused deep acting and use less response-focused surface acting to 
display the appropriate emotions at work. For individuals with high levels of 
neuroticism, they would tend to rely on more response-focused surface acting and 
less antecedent-focused deep acting to conform to the rules than individuals with low 
levels of neuroticism. 
In light of this evidence, we expected the two personality traits, extraversion and 
emotional stability, would moderate the effects of perceived display rules on the use 
of surface acting and deep acting and the hypotheses are as follow: 
Hypothesis 3a. The positive relation between display rules and surface acting 
would be moderated by emotional stability such that the relation would be 
stronger for less emotionally stable individuals than more emotionally stable 
individuals. 
Hypothesis 3b. The positive relation between display rules and deep acting 
would be moderated by emotional stability such that the relation would be 
stronger for more emotionally stable individuals than less emotionally stable 
individuals. 
Emotional Labor 18 
Hypothesis 4a. The positive relation between display rules and surface acting 
would be moderated by extraversion such that the relation would be stronger for 
less extrovert individuals than more extrovert individuals. 
Hypothesis 4b. The positive relation between display rules and deep acting 
would be moderated by extraversion such that the relation would be stronger for 
more extrovert individuals than less extrovert individuals. 
Person-job fit and person-organization fit. In addition to personality traits, the 
degree of person-environment fit may also be potential moderators. The effects of 
person-environment fit on different job outcomes have been investigated in previous 
studies. Person-environment fit reflects the degree of match between an individual 
and the work environment (Kristof-Brown, Zimmerman & Johnson，2005). Among 
different types of person-environment fit, person-job fit and person-organizational fit 
were studied as they are directly related to how ones evaluate their own jobs and 
organizations. 
Person-job fit (P-J fit) characterizes the congruence between an individual and 
the job itself. Edwards (1991) suggested that there are two types of P-J fit. The first 
one describes the degree to which an employee's knowledge, skills and abilities 
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correspond to the requirements of the jobs. The second one reflects the degree to 
which the job can fulfill an employee's needs, desires or preferences. 
P-J fit is positively related to job satisfaction (Brkich, Jeffs & Carless，2002), 
job performance (Caldwell & 0,Reilly, 1990) and career success (Bretz & Judge, 
1994). If individuals perceive that the abilities needed for their jobs are congruent 
with their abilities, they may be more motivated to work, as they may gain a sense of 
achievement and an increased self-efficacy by utilizing their abilities in their work. 
Similarly, employees who perceive themselves as having high ability to regulate 
their emotions or showing positive emotions will be more eager to engage in 
emotion regulations to meet the emotion expression requirements for their work 
roles. Therefore, it was expected that P-J fit would interact with perceived display 
rules to affect emotion regulation strategies use. Particularly, perceived display rules 
would have stronger associations with surface acting and deep acting for employees 
with high levels of P-J fit. 
Hypothesis 5a. The positive relation between display rules and surface acting 
would be moderated by P-Jfit. The relation would be stronger for individuals 
with high P-Jfit than individuals with low P-Jfit. 
Hypothesis 5b, The positive relation between display rules and deep acting 
would be moderated by the degree of P-J fit. The relation would be stronger for 
Emotional Labor 20 
individuals with high P-Jfit than individuals with low P-Jfit. 
Person-organization fit (P-0 fit) refers to the congruence between an 
individual's value and the organization's value. It is defined as the compatibility 
between employees and the organizations (Bowen, Ledford, & Nathan, 1991; cf. 
Kristof-Brown, Zimmeman & Johnson, 2005). In a meta-analysis, Kristorf-Brown et 
al. (2002) found that P -0 fit has strong and positive associations with job satisfaction 
and organizational commitment. 
Ashforth and Humphrey (1993) argued that identity plays an important role in 
emotional labor. When individuals who are highly identified with their 
organizational roles and act to fulfill the requirements of the display rules, they 
would have a sense of authenticity. They proposed that psychological well-being 
would be enhanced if emotional labor is consistent with a central social or personal 
identity. If an individual's value is consistent with the values of the organization, it is 
more likely for the individual to identify him/herself with the organizational role and 
thus more likely to act according to the role expectations. 
Furthermore, as individuals with high levels of P -0 fit have compatible values 
with their organizations, they may perceive that they are working according to their 
own personal values and evaluate their work as more meaningful. Consequently, 
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they may be more likely to conform to the display rules of the organization and 
perform more surface acting and deep acting in order to achieve the organizational 
goals. It was hypothesized that P-0 fit would influence the relations among display 
rules and emotional labor. The associations between display rules and emotional 
labor would be stronger for individuals who perceive a high level of P-0 fit than 
those who perceive a low level of P-0 fit. 
Hypothesis 6a. The positive relation between display rules and surface acting 
would be moderated by P-0 fit. The relation would be stronger for individuals 
with high levels of P-0 fit than individuals with low levels of P-0 fit. 
Hypothesis 6b. The positive relation between display rules and deep acting 
would be moderated by P-0 fit. The relation would be stronger for individuals 
with high levels of P-0 fit than individuals with low levels of P-0 fit. 
Moderating Effects on the Emotion Regulation-Negative Outcomes Relations 
The current study also examined the moderating effects on the emotion 
regulation-consequences relations. Grandey (2000) suggested that organizational and 
personal factors might moderate the relationships between emotion regulation 
strategies and their consequences. It was hypothesized that emotional stability, 
extraversion, P-J fit and P-0 fit would buffer from the negative effects of emotional 
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labor. 
Emotional stability and extraversion. Many researchers stated that personality 
dispositions affect how one appraises stress and the strategies adopted to deal with 
the stress (Fleishman, 1984; Lazarus & Folkman, 1984; Naswall, Sverke, & Hellgren, 
2005). For instance, negative affectivity is one of the moderators, which affects the 
stress-strain relations (Parkes, 1990). 
Similarly, engaging in emotional labor may not be equally stressful for all 
employees. Some personality traits may act as buffers such that the negative impacts 
of engaging in emotional regulation may be weaker for some employees. According 
to Bono and Vey (2005), when employees need to display personality-congruent 
emotions at work, the negative consequences may be less prominent. We suggested 
that individuals with high levels of extraversion would suffer less negative outcomes 
from emotional labor, as the positive display rules are more coherent with their 
personality. 
The detrimental effect of neuroticism on job satisfaction was reported in past 
research (Judge, Hellen & Mount, 1999). Furthermore, Matthews and Deary (1998) 
argued that neuroticism might interact with stress to affect job performance. 
Opposite to extraversion, we expect that individuals with low levels of neuroticism 
(i.e., high levels of emotional stability) would experience less negative outcomes 
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resulted from emotional labor. 
Hypothesis 7a. The association between surface acting and negative outcomes 
would be moderated by emotional stability and the relation would be stronger for 
individuals who are less emotionally stable than more emotionally stable 
individuals. 
Hypothesis 7b. The association between deep acting and negative outcomes 
would be moderated by emotional stability, and the relation would be stronger 
for less emotionally stable individuals than more emotionally stable individuals. 
Hypothesis 8a. The association between surface acting and negative outcomes 
would be moderated by extraversion, and the relation would be stronger for 
individuals with low levels of extraversion than individuals with high levels of 
extraversion. 
Hypothesis 8b. The association between deep acting and negative outcomes 
would be moderated by extraversion, and the relation would be stronger for 
individuals with low levels of extraversion than individuals with high levels of 
extraversion. 
Person-job fit and person-organization fit. It was also hypothesized that the 
degree of P-J fit would moderate the emotional labor-outcomes relations. The degree 
of congruence between an individual and the job may affect how individuals 
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evaluates their job. When there is a high degree of fit between person and job, 
employees may perceive emotion regulation as strategies for personal 
accomplishments instead of stressful requirements of the work role, and thus the 
negative consequences may diminish. 
Hypothesis 9a. The association between surface acting and negative outcomes 
would be moderated by P-Jfit. For individuals with low levels of P-Jfit, there 
would be stronger associations compared to individuals with high levels of P-J 
fit. 
Hypothesis 9b. The association between deep acting and negative outcomes 
would be moderated by P-Jfit. For individuals with low levels of P-Jfit, there 
would be stronger associations compared to individuals with high levels of P-J 
fit. 
Finally, P -0 fit was hypothesized to moderate the emotional labor-outcomes 
relationship. As engaging in emotion regulations is one of the ways to achieve the 
goals of the work role and the organizational goals, emotional labor may be less 
likely to be perceived as a stressful event for employees with high levels of P -0 fit. 
They may even experience positive outcomes as their own values and goals are 
achieved through the engagement of emotional labor. For instance, in an in-depth 
interview, real estate sales stated that they felt satisfied when they matched buyer 
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with a home successfully and engaging in emotional labor gave them 'a sense of 
doing' good work (Hood, 1988)" (Wharton, 1996). 
The social identity theory explains how identity influences the stress caused by 
emotional labor. Ashforth and Humphrey (1993) elaborated this argument by, "the 
more strongly one identifies with the role, the greater the positive impact that 
fulfilling those expectations has on one's psychological well-being." Therefore, we 
expected individuals with high levels of P -0 fit would experience less negative 
reactions resulted from performing emotional labor, or even positive effects on 
well-being would be gained. 
It was proposed that individuals with low levels of P -0 fit would suffer from 
engaging in emotion regulations more severely. Therefore, the negative 
consequences resulted from emotional labor would be stronger for individuals with 
low levels of P -0 fit than individuals with high levels of P -0 fit. 
Hypothesis 10a. The association between surface acting and negative outcomes 
would be moderated by P-0 fit. This relation would be stronger for individuals 
with low levels of P-0 fit than individuals with high levels of P-0 fit. 
Hypothesis 10b. The association between deep acting and negative outcomes 
would be moderated by P-0 fit. This relation would be stronger for individuals 
with low levels of P-0 fit than individuals with high levels of P-0 fit. 
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Figure 1 shows the studied constructs and their hypothesized relationships. The 
constructs of display rules, deep acting, surface acting, and negative outcomes 
comprise the theoretical framework for studying emotional labor. The proposed 
moderators including neuroticism, extraversion, P-J fit, and P-0 fit were 
hypothesized to influence the relationships among the constructs in the theoretical 
framework. 
( M o d e r a t o r s ) 
/ J ^ Surface 
( Display \ / \ ( Outcomes \ 
Deep y y 
V Acting y 
Figure 1. Conceptual model summarizing the relations among constructs. 
In sum, the present study would extend the current knowledge in emotional 
labor research by examining (1) whether and how personality dispositions and the 
degree of person-environment fit moderate the relations between display rules and 
emotion regulation and (2) the potential buffering effects of these individual 
characteristics on the negative consequences resulted from emotional labor. Another 
unique characteristic of this study was to include multi-raters (i.e., self and 
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significant other) as sources of measures of the consequences variables. Thus, the 
inflated correlation caused by common method would be reduced. 
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CHAPTER 2. METHOD 
Participants 
Convenient sampling was used for the data collection of this research project. 
Participants were 154 full-time employees working in Hong Kong. Occupations of 
the participants are summarized in Table 1. All of them had direct interactions with 
customers or clients in their current jobs. The participants were asked to complete a 
set of questionnaire including all the measures listed below. To include an objective 
source of information on the consequences of emotional labor experienced by the 
participants, the participants were asked to invite one of his/her significant others to 
fill out the second part of the questionnaire, which included the measures on burnout 
and physical symptoms only. Significant others might be one's spouse, family 
members, friends and colleagues. All English inventories were translated into 
Chinese, and back translated by another researcher who was not involved in the 
study to check the consistency of the meanings. 
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Customer service staff 11.04 
Salesperson 9.09 
Medical staff 8.44 
Social worker 7.14 





Perceived organizational display rules. Perceived demand to express positive 
emotions and suppress negative feelings was measured by items used in Diefendorff 
et al. (2005). Display rules were measured by seven items, which were adopted from 
Brotheridge and Grandey's (2002) and Schaubroeck and Jones's (2000) studies. 
Examples of items include "part of my job is to make the customer feel good" and 
"this organization would say that part of the product to customers is friendly, 
cheerful service." Participants used a five-point Likert scale to rate the degree of 
agreement to each item from strongly disagree to strongly agree. The internal 
consistency reliability of the scale was satisfactory (a = .79). 
Emotion regulation strategies. The scales used in Diefendorff et al.'s (2005) 
study were used to measure emotion regulation strategies. The scale measuring 
Surface acting was a seven-item scale. Five of the items were adopted from 
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Grandey's (2003) scale and the other two from Kruml and Geddes's (2000) study. "I 
fake a good mood when interacting with customer" and "I put on a "mask" in order 
to display the emotions I need for the job" are examples of items. Items were rated 
on a five-point Likert scale from strongly disagree to strongly agree. The items in 
the scale were internally consistent (a = .86). 
Deep acting was measured by four items with three from Grandey's (2003) and 
one from Kruml and Geddes's (2000) studies. Examples of items are “I try to 
actually experience the emotions that I must show to customers" and "I work hard to 
feel the emotions that I need to display toward others." Items were rated on a 
five-point Likert scale from strongly disagree to strongly agree. The Cronbach's 
alpha coefficient for the four-item scale was .72. 
Emotional stability and extraversion. Emotional stability and extraversion 
were assessed by the International Personality Item Pool (IPIP; Goldberg, 1999). It is 
a broad-bandwidth personality inventory that measures the five-factor model. Each 
factor contains ten items. Examples of items corresponding to the two factors are: 
"am relaxed most of the time" and "feel comfortable around people." Items were 
rated on a five-point Likert scale from strongly disagree to strongly agree. The 
internal consistency reliabilities for emotional stability and extraversion were .89 
and .86 respectively. 
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Person-job fit. Perceived P-J fit was assessed by the nine-item scale developed 
by Brkich, Jeffs, and Carless (2002). Examples of items are "my current job is not 
really me" and "I feel that my goals and needs are met in this job." A seven-point 
Likert scale was used for the response options (htwngfy disagree to l=strongly 
agree). The internal consistency of the measure was high (a = .90). 
Person-organizational fit. Cable and DeRue's (2002) scale was used to evaluate 
employees' subjective P -0 fit. The scale contains three items, which are "my 
organization's values and culture provide a good fit with the things that I value in 
life," "the things that I value in life are very similar to the things that my 
organization values," and "my personal values match my organization's values and 
culture." Items were also rated on a seven-point Likert scale from strongly disagree 
to strongly agree. The internal consistency of the scale was high (a = .93) 
Burnout. Three dimensions of burnout, which are emotional exhaustion, 
depersonalization, and personal accomplishment, were evaluated by the Maslach 
Burnout Inventory (MBI) developed by Maslach and Jackson (1981). There are nine 
items in the Emotional Exhaustion subscale, five items in the Depersonalization 
subscale, and eight items in the Personal Accomplishment subscale. Examples of 
items for the three subscales include "working with people all day is really a strain 
for me," "I feel I treat some recipients as if they were impersonal ‘objects，，，，and "I 
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have accomplished many worthwhile things in this job" respectively. Each statement 
was rated on a seven-point Likert scale describing the intensity. The Cronbach's 
alpha coefficients for the three subscales were 0.88, 0.84 and 0.85 respectively. 
Physical symptoms. The Physical Symptoms Inventory (PSI; Spector & Jex, 
1998) was used to measure the participants' somatic symptoms, in which participants 
could be aware of. There is a list of 18 symptoms in the inventory. Participants had 
to indicate whether they had the listed symptoms in the past 30 days, and if they had 
the symptoms, whether they visited a doctor. Spector and Jex (1998) stated that as 
the items are considered as indicators of different constructs, internal consistency is 
not a meaningful measure of reliability. 
Analysis Plan 
First, a confirmatory factor analysis (CFA) was conducted using EQS 6.1 to 
examine the degree of fit of the measurement model. The CFA consisted of four 
latent constructs including perceived display rules, surface acting, deep acting, and 
outcomes. Item parceling technique, which combines items into small groups of 
items in a scale and uses the parcel-level scores as the indicators of the latent 
variable, was used to improve the sample size to variables ratio (Bandalos & Finney， 
2001). This technique was applied to the latent constructs of display rules and 
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surface acting, in which both of them had seven items in the original scales. Factor 
analyses for these scales were conducted to assure the unidimensionality. Item-level 
indicators were used for the latent construct of deep acting, as it consisted of only 
four items. The indicators of the latent variable of consequences were created by 
averaging the corresponding self-reported and other-reported items. Thus, four 
indicators were formed including the average scores of emotional exhaustion, 
depersonalization, personal accomplishment, and physical symptoms. 
Second, the proposed model was examined using structural equation modeling 
(SEM) and then followed by a series of multi-group analyses to test the moderating 
effects. For each of the moderators, the sample was divided into two groups using 
median split based on the values of that moderator variable. After that, the two-group 
model was tested again to examine the model fit. Then, factorial invariance across 
the two groups was tested by setting constraints on factor loadings of the latent 
constructs. 
Finally, constraints on the structural paths according to the hypotheses 3 to 10 
were added to the model. Hypotheses 3 to 10 were tested by comparing the models 
with and without the equality constraints on the path coefficients across the two 
samples one at a time to see whether constraining the path coefficients would 
decrease the model fit significantly. If the chi-square difference statistics shows a 
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significant difference between the two models, the more constrained model will be 
rejected, which will support the moderating effect of the studied variable on a 
particular structural path. 
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CHAPTER 3: RESULTS 
Descriptive Analyses 
The means, standard deviations, and bivariate correlations of the full sample are 
presented in Table 2 and 3. Display rules was significantly correlated with surface 
acting and deep acting (r = .39,/?<.01 andr = .29，/?<.01 respectively). Surface 
acting was positively correlated with emotional exhaustion (r = .26,p<.01)， 
depersonalization (r = .38,p<.01) and physical symptoms {r 二 .27,；7<.01) and 
negatively correlated with personal accomplishment (r = -.16,p<.05). Deep acting 
was not significantly correlated with any of the outcomes. 
The correlations between self and other ratings are presented in Table 3. Results 
showed a moderate and positive relationship between self and other reported 
physical symptoms (r =.45,p<.01). For the three subscales of burnout, moderate 
correlations were also found (r = .35,/?<.01 for emotional exhaustion and 
depersonalization; r = .38,p<.01 for personal accomplishment). 
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Table 2. The mean and standard deviations of the measured variables 
Mean SD 
Surface acting 3.18 0.69 
Deep acting 3.60 0.55 
Display rules 3.22 0.54 
Person-job fit 4.55 1.06 
Person-organization fit 4.22 1.29 
Extraversion 2.97 0.60 
Emotional stability 2.98 0.71 
Emotional exhaustion 3.48 1-03 
Personal accomplishment 4.68 0.77 
Depersonalization 2.77 1-18 
Physical Symptoms 1.36 0.21 
Emotional exhaustion (other-rating) 3.42 1.02 
Personal accomplishment (other-rating) 4.68 0.81 
Depersonalization (other-rating) 2.40 0.95 
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Structural Equation Modeling 
Results of Confirmatory Factor Analysis (CFA) are listed in Table 4. It showed 
that the measurement model fitted the data satisfactorily with a chi-square value of 
83.51 (71, A/=154), n.s.，which suggested the modeled covariance matrix was not 
significantly different from the observed covariance matrix. Other relative fit indexes 
including Bentler-Bonett Normed Fit Index (NFI=.89), Bentler-Bonett Non-Normed 
Fit Index (NNFI=.98), Comparative Fit Index (CFI=.98) and Root Mean-Square 
Error of Approximation (RMSEA=.03) also provided evidence for a good fit of the 
model (Hu & Bentler，1999). 
The model fit of the proposed model (Figure 2) was then tested using the full 
sample. The fit indexes of the theoretical model was also satisfactory, { (73, N=\54) 
=86.82, n.s., NFI=.89, NNFI=.97, CFI=.98, and RMSEA=.04 (Table 4). Display 
rules was positively associated with surface acting (P=62,p<.01) and deep acting 
(P=26,;?<.01). Therefore, H l a a n d H l b were supported. Surface acting had a 
significant and positive association with the negative outcomes (p=.39,;?<.01). 
Therefore, H2 was also supported. Finally, consistent with previous research findings, 
deep acting was not significantly associated with the negative outcomes. However, 
further tests on this path would be continued to examine the presence of any 
moderating effects. The proposed model was then used for multi-group analyses. 
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.62** r Surface .39** 
( Display ^ 广 Outcomes \ 
Deep Y ' ' 
Figure 2. Proposed model. 
Note. * p<.05; **p<.01 
Table 4. Chi-square values and model fit statistics for the measurement and proposed 
model. 
Measurement model Proposed model 
^ 83.51 (df=71) 86.82 (df=73) 
p-value .15 .13 
NFI .89 .89 
NNFI .98 .97 
CFI .98 .98 
RMSEA m 
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Multi-group analyses were applied to examine the moderating effects. For each 
of the moderators, a median-split was used to create two sub-samples, which are 
composed of individuals with scores above and below the median according to the 
composite scores of the particular moderator. For instance, using the median score of 
person-job fit, we identified participants with high levels of person-job fit and low 
levels of person-job fit and separated them into different sub-samples. These 
multi-group models (Model 1) provided the baselines to examine the factorial 
invariance across the sub-samples. Results showed that the models fitted well for the 
sub-samples across all moderators. The chi-square values, p-values, NFIs，NNFIs 
and CFIs of the models are provided in Table 5 to Table 8, with one table presents 
the results of one moderator. 
Then, factorial invariance was tested by constraining the factor loadings of the 
two samples to be equal (Model 2). The chi-square values and relative fit indices are 
listed in Table 5 to Table 8. Model 2 and Model 1 were then compared using the 
chi-square difference tests, where non-significant chi-square differences would 
support the factorial invariance (Tables 5 to 8). Results suggested that Model 2 was 
not significantly different from Model 1 for person-job fit and person-organization 
fit. However, for extraversion and emotional stability, there were significant 
differences in chi-square values between Model 2a and Model 1 (Table 7 and Table 
Emotional Labor 41 
8). It suggested that the factor loadings were different between the two samples. 
Alternatively, the models were tested by releasing one or two of the constraints 
according to the results of LM test (Model 2b). By this alternative method, the 
differences between two models for all of the moderators became nonsignificant. 
Therefore, we concluded that the two samples had similar factor loadings for all of 
the moderators. 
Next, hypotheses 3 to 10 were examined by adding equality constraints on the 
corresponding paths (Model 3). By comparing the differences in chi-square values of 
Model 3 and Model 2，any significant increase in chi-square would indicate that the 
more constrained model (Model 3) fitted significantly worse than the less 
constrained model (Model 2), which represents a significant moderating effect on 
that particular path. Results revealed that all the paths were not significantly 
moderated by any of the moderators except the path between display rules and deep 
acting (Table 5 to Table 8). This path was moderated by two out of the four 
moderators, which included person-job fit and emotional stability. For these two 
moderators, there were significant differences in chi-square values between Model 3 
and Model 2 (Ax^ = 6.17, Adf= l ,p<.05 for person-job fit; b : ^ = 9.15, Adf= 1, 
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To further examine the directions of the moderation effects, the path 
coefficients across the two sub-samples in Model 2 were compared (Figure 3). For 
P-J fit, it was hypothesized that the relationship was stronger for individuals with 
higher levels of P-J fit. From the results, the path coefficient for the sub-sample with 
a higher level of P-J fit was 0.10 (n.s.) and for the sub-sample with a lower level of 
P-J fit was 0.49 (p<.05). Therefore, the relationship between perceived display rules 
and deep acting was stronger for individuals with lower levels of P-J fit. Hence, H5b, 
which expected the opposite results, was not supported. 
For emotional stability, it was hypothesized that the perceived display 
rules-deep acting path would be stronger for individuals with high levels of 
emotional stability. In Model 2, the path coefficient for the sub-sample with a low 
level of emotional stability was 0.08 (n.s.) and the sub-sample with a high level of 
emotional stability was 0.64 (p<.05). Thus, the relationship was stronger for high 
emotionally stable individuals and H3b was supported. 
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J Surface \ 
( Display \ ( Outcomes \ 
~ ^ > ~ ) 
P=.49* for low P-J fit ^ ^ Deep 
P=. 10 for high P-J fit V ^ ^ A c t i n g ^ ^ 
P=.08 for low ES 
P=.64* for high ES 
Figure 3. Path coefficients of the display rules-deep acting path for different samples 
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CHAPTER 4. DISCUSSION 
The present study extended our current understanding on the relationships 
among emotional labor and its antecedents and consequences by examining the 
potential moderators. Previous research has mainly focused on the effects of display 
rules on emotional labor; however the influence of individual differences in these 
relationships has not received much attention. Consistent with previous studies, the 
present findings supported that display rule perceptions were positively associated 
with both forms of emotional labor and that surface acting was positively associated 
with the negative outcomes. Apart from that, personality and person-environment fit 
were found to moderate some of the relationships mentioned above. 
Results of this study suggested that emotional stability and person-job fit might 
influence the strength of the relation between perceived display rule and deep acting. 
However, none of the proposed moderators significantly moderated the relations 
between display rule and surface acting, nor the relations between emotion 
regulation strategies and negative outcomes. 
Moderating Effects on the Display Rules-Deep Acting Relation 
Previous studies showed that individuals who had stronger perceived display 
rules tended to apply more deep acting to regulate their emotional display, despite 
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the fact that the strength of this relation was weak on average. In this study, the 
strength of the relations was suggested to vary with some individual differences 
variables. Consistent with one of the hypotheses on moderating effects, findings 
supported that the strength of the relation between perceived display rules and the 
use of deep acting depended on the level of emotional stability. The relation was 
positive and strong for individuals with high levels of emotional stability and 
positive but weak for individuals who were less emotionally stable. In other words, 
perceived display rules was a better predictor of the use of deep acting for 
individuals with higher levels of emotional stability than individuals with lower 
levels of emotional stability. It revealed that personality variables might indeed affect 
how individuals adopt emotion regulation strategies in response to the demand of 
emotional display in an organization. 
Past research has mainly focused on the main effects of personality variables on 
the use of emotion regulation strategies. Results of the present study suggested that 
the effects of personality variables should not be considered in isolation. There are 
potential interaction effects among personality traits and perceived display rules, for 
which these personality characteristics may influence the type and degree of 
strategies used for emotional regulation. 
There was an unexpected finding that the degree of person-job fit was found to 
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moderate the relationship between perceived display rules and the use of deep acting 
in a direction opposite to the direction proposed in the hypothesis of this study. It 
was hypothesized that employees with high levels of P-J fit would engage in more 
emotion regulation strategies in response to the increasing demand of perceived 
display rules, as they might be more compliant to those rules. However, results 
showed that the relation between display rules perceptions and deep acting was 
positive and strong for individuals with lower levels of P-J fit but weak for 
individuals with higher levels of P-J fit. Two possible explanations were suggested 
for these unexpected results. First, the employees who had high levels of person-job 
fit might believe that their ability and personal attributes fitted well with the 
requirements of the job and therefore, they did not need to manage their inner 
feelings in order to display the appropriate emotions at work. Diefendorff and 
Gosserand (2003) proposed that individuals compare the perception of their own 
emotional displays with the perceived display rule continuously. Then, the individual 
would engage in emotion regulation strategies to reduce the discrepancy if 
discrepancy is found. However, one will continue one's own emotional display if 
there is no such a need (i.e., no discrepancy). Therefore, individuals who perceived 
that they fitted well with their jobs might be less likely to detect any discrepancy of 
emotional display and hence engaged in less emotion regulation. 
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Second, it should be noted that the weaker relation between display rule and 
deep acting for employees with higher levels of P-J fit does not necessarily mean 
that these employees engage in less deep acting. It simply means the amount of deep 
acting used did not correspond strongly with the level of perceived display rules. The 
zero-order bivariate correlation between P-J fit and deep acting was positive but not 
significant. In addition, the mean value of the use of deep acting for individuals with 
higher levels of P-J fit was similar to the mean value for those individuals with lower 
levels of P-J fit. Therefore, there was evidence to support that these two groups of 
people might use deep acting to a comparable amount, but individuals with higher 
levels of P-J fit might engage in deep acting for reasons other than perceived display 
rules.. 
Diefendorff and Gosserand (2003) proposed that positive emotional display rule 
is a lower-level goal in a person's work goal hierarchy. In their proposed model, 
creating positive emotions in others is the immediate level and is superordinate to 
the compliance to display rules. Hence, engaging in deep acting might be one of the 
ways to accomplish higher-level goals. Although results of the present study showed 
that the positive relationship between display rules and deep acting was weaker 
among individuals who perceived higher levels of P-J fit, it would be misleading to 
conclude that employees with higher levels of P-J fit were less likely to engage in 
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deep acting and less likely to show appropriate emotions at work. Instead, 
individuals with higher levels of P-J fit might engage in deep acting to achieve 
higher level goals, such as creating positive emotions in others, rather than simply 
complying with the organizational display rules. Future research should investigate 
the underlying reasons for individuals with high P-J fit to engage in deep acting. For 
instance, a qualitative study serving this purpose would be informative 
Moderating Effects on the Display Rules-Surface Acting Relation 
Regarding the path between perceived display rules and surface acting, 
consistent with previous research (e.g., Brotheridge & Lee，2003)，a positive 
association was found. However, results showed that none of the tested moderators 
had significant interaction effects on this path. It indicated that surface acting might 
be adopted in compliance to the requirement of emotional display at work regardless 
of one's personality characteristics and the degree of fit with one's job and 
organization. It may suggest that engaging in surface acting in response to the 
perceived display rules is invariable to individual characteristics for employees 
working in service industry. 
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Moderating Effects on the Emotion Regulations-Outcomes Relations 
Results showed that surface acting and deep acting associated differently with 
the measured consequences, which consisted of emotional exhaustion, 
depersonalization, decreased personal accomplishment and physical symptoms. 
Engaging in more surface acting was significantly associated with higher levels of 
negative outcomes, but engaging in deep acting did not predict the outcomes. For the 
investigated interaction, none of the proposed moderators interacted with surface 
acting nor deep acting to affect the negative outcomes. With the inconsistent findings 
of the moderating effects on the relationship among emotional labor and its 
consequences, definite conclusions of the existence of moderating effects cannot be 
drawn. For instance, Grandey et al. (2005) found that job autonomy buffered the 
negative effects on emotional exhaustion in their study. However, Pugliesi (1999) did 
not find significant buffering effects of job control, complexity and demands on job 
stress and job satisfaction. Therefore, future investigations on these relations are still 
needed. 
Common Method Variance 
Another feature of the present study was the inclusion of other raters in 
measuring the outcome variables (i.e., burnout and physical symptoms). Some 
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researchers argued that using only self-report measures is problematic due to 
common method variance (Campbell & Fiske, 1959). However, most of the studies 
of emotional labor administered self-report surveys to measure both emotion 
regulation behaviors and outcomes without dealing with the effects of common 
method variance. Cheung and Tang (2007) examined the effects of emotional 
dissonance on burnout, in which the common method variance was controlled 
statistically. It was reported that the significant relations between emotional 
dissonance and burnout became nonsignificant after controlling for the common 
method variance. They suggested that the association between emotional dissonance 
and burnout found in previous studies might be, in part, due to common method 
variance (Cheung & Tang, 2007). 
The present study included both self-report ratings and also ratings from 
significant others to measure the outcomes variables. By using the average scores of 
self and others ratings as indicators of the latent factor of outcomes, the path from 
surface acting to negative outcomes was positive and significant. Furthermore, 
bivariate correlations between self and others ratings were moderate (correlation 
coefficients ranged from.35 to .45). With more objective measures, results could be 
interpreted with more confidence; and that the negative consequences of emotional 
labor reported in this study and previous studies might not be solely due to common 
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method variance. 
Limitations 
Several limitations of this study should be taken into account for careful 
interpretations of the results. First, the number of groups that could be split for 
multi-group analyses was limited to two due to the limited sample size of this study. 
The moderating effects might be more apparent if the sample could be separated into 
three or more groups by the levels of the proposed moderators. In addition, the small 
sample size also limited the power to detect any differences. Second, as convenient 
sampling was used for data collection, younger and female employees were 
over-represented in this study, which limited the generalizibility of the results to the 
working population in Hong Kong. The relations among the studied variables might 
also be biased if factors such as age, length of tenure, or gender would have 
moderating effects on the relationships. Third, a cross-sectional survey design was 
used in this study. Hence, no causal relationships could be concluded. Reciprocal 
relationships among the studied variables were possible even the hypothesized 
directional relationships were derived from the theories in the literature. Moreover, 
due to the use of survey as data collection method, responses were subjected to 
biases such as social desirability bias. 
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Implications 
The present study provided a new direction to look at the phenomena of 
emotional labor. Personality and person-environment interactions variables were 
incorporated into the study of emotional labor. Since linear relationships may not 
fully explain human behaviors, exploratory studies on the moderating effects in the 
processes of emotional labor should received more attention. This study was one of 
the first studies to look at the moderating roles of personality traits and 
person-environment fit variables in emotional labor. It was the hope of the present 
study to stimulate more discussion around the conditional (i.e., moderation) effects 
in emotional labor processes. 
Practically, understanding how individual differences interact with perceived 
display rule provides important implications for companies in service industry. 
"Successful" emotional labor depends upon the stages of recruitment, employee 
selection, training, and performance management. Incorporating factors of individual 
differences and person-environment fit into the study of emotional labor has 
important implications to these procedures. 
Compared with surface acting, deep acting is more effective in terms of 
affective delivery (Grandey, 2003). As it involves the modification of actual feeling, 
it is perceived as more authentic (Hochschild, 1983). Empirical studies revealed that 
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employees who engaged in deep acting received higher ratings on warmth and 
friendliness from coworkers who had observed their interaction with customers 
(Grandey, 2003). Therefore, it is beneficial for companies to encourage their 
employees to adopt deep acting instead of surface acting in order to ensure high 
customer service qualities. Thus, it is necessary to recognize how individual 
differences affect the adoption of different emotion regulation strategies in face of 
display rules. 
With regard to the findings of this study, emotionally stable individuals tended 
to adopt more deep acting to fulfill organization display rules. This result may have 
important implication to the selection process. Furthermore, organizations may 
provide specific training to encourage the employees with lower levels of emotional 
stability and higher levels of P-J fit to adopt deep acting as a strategy to comply with 
the display rules in order to provide better services. In addition, deep acting was not 
significantly associated with the negative consequences. Therefore, it is believed that 
by encouraging these individuals to use more deep acting to improve the service 
quality would not further increase the negative consequences that may be resulted 
from emotional labor. 
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CHAPTER 5. CONCLUSION 
The present study examined the potential moderating effects of personality 
traits and person-environment fit in the processes of emotional labor. The 
relationships among perceived display rules, surface acting and deep acting, and 
negative outcomes were consistent with past studies. Only moderating effects on the 
perceived display rules-deep acting path were found in the present study and it is 
suggested that the nonsignificant results might, in part, due to the small sample size. 
As there were robust findings of negative outcomes on employees, future research on 
potential moderators would be necessary in order to find out what individual 
differences and job characteristics could buffer the negative consequences resulted 
from emotional labor. 
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4 .我擔心一些事情 * 
5. 我容易心亂* 
6 .我容易感到苦惱 * 
7 .我情緒變化很大 * 
8 . 我情緒起伏不定 * 
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